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1. How does Kaiser as a staff-model HMO integrate wellness and 
disease management into it s delivery of health care?

2. What types of wellness/disease management/cost containment 
strategies does Kaiser Permanente have for its own employees
and are these efforts available to others receiving medical coverage 
through Kaiser?

3. Does Kaiser have capacity locally to serve a substantial number 
of new clients if the county increased the use of Kaiser?

4. Does Kaiser have partnerships with unions?   How has that 
worked?   Is Kaiser a union environment?

5. How does Kaiser set its rates for county / large agency contracts 
(prices are slightly different for each of the agencies why)?

Requested Items to Cover
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Requested Items to Cover

Wellness and disease management in delivery of care

Programs for Kaiser Permanente employees

Capacity to serve new clients

Union partnerships

Rate setting
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Superior value of integration

Focus on prevention Lower overall costs

More of the right care Lower treatment costs

Right
medications

Preventive
screenings Hospital

admissions
Hospital

admissions

Surgeries

Procedures

Office visits

Source: Data from MarketScan, a service of Thomson/Reuters. As of February 2011.
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The typical care experience

Primary care provider

Nutritionist

Pharmacist

Radiologist

Specialist

Emergency room provider



5 |     © 2011 Kaiser Foundation Health Plan, Inc. October 25, 2011

Primary 
care 

doctorsTest
results

Healthy
lifestyle

programs

Pharmacies

Email my
doctor

Health/drug
encyclopedia

Health risk
appraisal

Care
management

programs

Health 
classes

Specialists
Personal

health
record

Member-centered engagement
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Making wellness and disease management a 
reality

OUT-reach

IN-reach

Proactive 
search for 
care gaps

Connect 
patient to all 
care when 
present
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Our system in action

Disease registries

Risk stratification

Identification of 
subgroups needing care

Patient management tools

Targeted panel lists

Inreach- Prompts, 
reminders for clinicians 

Outreach- Letters and 
automated telephone 
outreach to members

Monitoring and process 
improvement measures 
and reports

KP 
Health Connect
Secure Web-Based
Universal Access
Real Time
Linked to Delivery System
Electronic Ordering
Digital Imaging
Secure Messaging

Population 
Management Tools

Labs

Inpatient

Outpatient

Emergency

Pharmacy

Imaging

Immunization

Membership

Financial &
Benefits KP.org and 

My Health Manager
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Systems built to drive outreach

We keep track of patient care gaps by every physician

Our systems can sort, filter, slice, and dice to find gaps

Our systems can export a list into Excel and we call/write
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Systems built to drive outreach

Physicians can dive from global reports into their own patients

Sort, filter, query as needed to find the ones in need of care
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Systems built to drive in-reach

Alerts tell every doctor (primary care 
or specialist) what the patient needs

Reports measure performance to 
ensure doctors address the warning
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Systems built to drive in-reach

Booking appointments to address 
care gaps is as easy as a few clicks 

all of which can be done while the 
doctor is with the patient
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Systems built to drive in-reach

The patient leaves 
with a confirmed 
appointment

Many times it is 
same day at the 
same building
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Systems built to drive in-reach

Best practice alerts and 
one click to 

When prescriptions are needed, they can be filled by the 
click of a button and picked up nearly on the spot

85% are fill now and 85% are ready within 15 
minutes in the pharmacy that is in the same building

That makes closing a care gap easy when Rx is required



14 |     © 2011 Kaiser Foundation Health Plan, Inc. October 25, 2011

Pharmacy deep dive: Better pharmacy 
management mitigates costs & improves quality

At Kaiser Permanente, we own and operate facility and mail-order pharmacy services

Our physicians and pharmacists work together in our integrated system

We use comprehensive strategies to maintain a clinically effective, cost-efficient program

We provide employers with competitive pharmacy benefit rates

Right drugs
Use evidence-based criteria in a scientifically 
rigorous review process to evaluate drugs for 
inclusion in our formulary

Right place
Can fill at KP pharmacies co-located with 
doctor using Fill Now
Can refill via mail order (online)
Higher fulfillment = better health = lower cost

Right cost
Formulary compliance at ~97% Doctors 
and pharmacists (not health plan 
administrators) develop our commercial 
formulary
Generic usage

Right safety
Doctors and pharmacists access whole 
medical history to prevent use of contra-
indicated drugs
Can work together to create best care plans
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Secure e-mail

Care reminders

Systems built for patient engagement

The most 
powerful online 
tools in the 
industry

Test results

Online refills

Book appointments

Print records
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Not just engagement, but wellness tools too

Online classes & 
education

Link to member 
programs (Health 
Ed classes and 
more)
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So What? institutionalizing best practices 
to achieve best health and best cost

Probability of heart attack or stroke reduced by

Source: James Dudl, MD, et al., Preventing Myocardial Infarction and Stroke with a Simplified 
Bundle of Cardioprotective Medications, American Journal of Managed Care, October 2009.

-40% -30% -20% -10% -0%-50%-60%

AspirinAspirin

Blood-pressure 
medication

Blood-pressure 
medication
Cholesterol 
medication
Cholesterol 
medication

All 3 
combined 

A-L-L

All 3 
combined 

A-L-L

Prevented 1,271 heart 
attacks and strokes
Prevented 1,271 heart 
attacks and strokes
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So What? institutionalizing best practices 
to achieve best health and best cost

Average cost

30,000 employees

10% on A-L-L

45 fewer heart attacks

1,800 days saved

Your 
productivity 

savings
Source: Kaiser Permanente data. The numbers on this slide were derived from internal 
Kaiser Permanente study of A-L-L, including Care Management Institute (CMI) analysis of 
unpublished data, the CMI business plan, and Department of Social Services data.

Cost to treat 
57 people

Cost of one heart 
attack or stroke

$33,740

333% 
ROI

$10,113
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B e t te r h e a lth fo r m e m b e rs w h o e m a il

6 .9H b A 1 c s c r e e n in g

1 1 .1H b A 1 c le s s th a n 9 %
C h o le s te r o l

B lo o d p r e s s u r e

B lo o d s u g a r c o n tr o l

7 .2L D L -C s c r e e n in g

1 0 .5L D L -C le s s th a n 1 0 0 m g /d l

6 .6B P le s s th a n 1 4 0 /9 0

H e a lth ie r o u tc o m e s
(p e r c e n ta g e p o in ts )

P a t ie n ts w ith d ia b e te s
H E D IS ® m e a s u r e

S o u rc e : Y i Y v o n n e Z h o u e t a l. , Im p r o v e d Q u a li ty a t K a is e r P e rm a n e n te T h r o u g h 
E -m a il B e tw e e n P h y s ic ia n s a n d P a t ie n ts , , J u ly 2 0 1 0 , p p . 1 ,3 7 0 1 ,3 7 5 .

S tr o n g e r
e n g a g e m e n t

Kaiser Permanente recently studied more than 35,000 members with diabetes, hypertension, or both for 
two months comparing the health status of those who used email against those who did not. 

The group who communicated with their doctors via email had higher screening rates and better health 
outcomes in blood sugar, cholesterol, and blood pressure control. 

So What? More cost-efficient than 
competitor plans four years running
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Cost-efficiency

90

95

100

105

110

115

120

Note: Aon Hewitt analyzes plan data after adjusting for demographics of the covered population, plan 
design, and geographic cost differences to establish an equitable, apples-to-apples comparison.

Kaiser 
Permanente

All competitor plans 
in our markets

Kaiser 
Permanente 
advantage: 

15%
National average

So What? More cost-efficient than 
competitor plans four years running
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Hewitt Health Value Initiative Described
The Hewitt Health Value Initiative Financial Index is a measure of health plan financial 
efficiency. 

A Financial Index Score than 100% indicates a plan that is than 
average

A Financial Index Score 100% indicates a plan that is than 
average

Kaiser Permanente ranked first in in 
the Mid-Atlantic States (MAS) market. 

Kaiser Permanente MAS delivers 18% greater financial efficiency compared to the 
average of our competitors

Kaiser Permanente s Plan Performance Index is the highest in the Mid-Atlantic market.  
It is 12% above the HMO market average, and 51% better than the all-plan average

For the Mid-Atlantic States region, Kaiser Permanente s Clinical Quality Score is the 
highest in the market. It is 14% above the HMO market average, and 125% better than  
the all-plan average. 
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Requested Items to Cover

Wellness and disease management in delivery of care

Programs for Kaiser Permanente employees

Capacity to serve new clients

Union partnerships

Rate setting
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Geographic assessment key areas

Bases on census from RFP

4,961

6,681

1,304

SILVER SPRING, MD

ROCKVILLE, MD 4,185

1,955

1,391

GAITHERSBURG, MD

3,156GERMANTOWN, MD

FREDERICK, MD

OLNEY, MD

BETHESDA, MD

MONT VILLAGE, MD

DAMASCUS, MD

POTOMAC, MD

1,054

1,028

988

100%

98%

100%

100%

99%

100%

100%

100%

100%

100%

Percent outside access standard

Percent within access standard

Top 10 employee areas Avg. dist. to 2 
providers (miles)

3.0

3.3

2.5

2.5

3.1

7.7

4.6

2.4

6.8

5.0
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Expanding services

Almost 300 board-eligible/board-certified physicians have 
joined us since the beginning of 2009

We have over a dozen specialists in 19 different specialties

656

+66%

Dec 
2012

Dec 
2009

394

4,734

+21%

Dec 
2012

Dec 
2009

3,926

2,141

+19%

Dec 
2012

Dec 
2009

1,798

2,330

+34%

Dec 
2012

Dec 
2009

1,733

Urgent Care
Hours / wk

Radiology
Machine hours / wk

Lab
Hours / wk

Pharmacy
Hours / wk
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.

Baltimore

PG, Calvert, 
Charles

Northern 
VirginiaNew Full-Service Bldg

Current Facility

Southern Baltimore 
Medical Center
Opening 2013

Gaithersburg 
Medical Center
655 Watkins Mill Rd
Opening Spring, 
2012

Tyson s Corner 
Medical Center 
8008 Westpark Dr
Opening Summer, 
2012

Largo Medical Center
Expansion Completed  
Spring, 2013

Capitol Hill Medical Center
Attached to Union Station
Opened January 24, 2011

Montgomery

Planned growth 5 full service centers
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First Floor
Cafe
Clinical 
Technology
EVS
Facilities Services
Health Education
HIMS
Imaging Services 
Laboratory/ Blood 
Transfusion/ Lab 
Service
Member Services
Pharmacy

Second floor
Cardiology 
CDU/Urgent Care 
Orthopedic 
Surgery
Nuclear Medicine 
Podiatry
Pulmonary

Third Floor
Allergy 
Blood Transfusion
Dermatology
Endocrinology
Hematology
Infectious Disease
Infusion Center
Infusion Pharmacy
Nephrology
Neurology 
Oncology
Pain Management
Physical Medicine
Rheumatology
Sleep Medicine

Fourth Floor
Occupational 
Therapy 
Physical Therapy
Speech Therapy
Ophthalmology 
Optical Center 
Optometry 

Fifth Floor
Administration
Adult Medicine
Adolescent 
Medicine
Conference 
Rooms 
OB/GYN
Pediatrics
Security
Staff Lounge

Sixth Floor
Ambulatory 
Surgery
Audiology
ENT 
General Surgery 
Plastic Surgery 
Presurgical 
Testing
Urology 
Vascular Surgery 
Sterile Processing

Comprehensive Primary and Specialty Care Services 
72 Provider Offices (23 Primary Care and 49 Specialty Care)
Clinical Decision Unit/Urgent Care (24 x 7 x 365)
Ambulatory Surgery Center
Comprehensive Imaging services (except for PET CT)
Laboratory (including blood transfusion) and Pharmacy
HIMS, Member Services, Health Education  and Administrative Support

Gaithersburg: A huge array of services
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Access to care primary care

89%

79%

Aug 2011Jan 2009

Adult Medicine

84%
87%

Aug 2011Jan 2009

OB/GYN

94%

82%

Jan 2009 Aug 2011

Pediatrics

Get appointment on first call (includes urgent and routine)

85%
77%

Aug 2011Jan 2009

67%

Jan 2009 Aug 2011

83%

66%

Aug 2011Jan 2009

See your own doctor (includes urgent and routine)

N/A
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Access to care specialty care

555050

221618

43

73
798178

56

16

40

58

85
91878893

76
86

94

DermatologyCardiology OphthalmologyOncology OrthopedicsNeurologyGastroenterology General Surgery

Aug 2011

Jan 2009

Jan 2010Percent of patients seen within 10 days from when referral was made

Across all specialties in 2011 our 
members have been seen, 

, 5-7 days after the referral

About 1 in 4 are seen 
same or next day
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Adding innovations: Furthering patient access 
to care the way you want it
Selected innovation examples

Telemedicine PilotspConsultTeleDermatology

Saves time Saves a visit Saves a copay Improves care

Excellent 
response time vConsult (Ortho, Spine)

More to come

PCP Patient

Specialist

Live consultation
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Requested Items to Cover

Wellness and disease management in delivery of care

Programs for Kaiser Permanente employees

Capacity to serve new clients

Union partnerships

Rate setting
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Launched in 1997 to transform the 
relationship between KP and its unions

Largest, most comprehensive 
partnership, covering 90,000 
employees in 29 local unions

Shared commitment to improve quality, 
service, affordability and the workplace, 
guided by the KP Value Compass

Unit-based teams lead patient-
centered change at the front lines.

Our Labor Management Partnership
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Founding principles of the Partnership

Health care services and the 
institutions that provide them are 
undergoing rapid change. Now is 
the time to enter into a new way of 
doing business to unite around 
our common purposes and work 
together to most effectively deliver 
high quality health care and prevail 
in our new, highly competitive 
environment.

- Partnership Founding Agreement, 1997
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Distinctive workplace strategy

Nation s only union health plan

Frontline voice in goal setting, decision making, and 
ongoing performance improvement

Employer of choice in health care, providing superior 
care in a high-performance workplace

Employment and income security

Enhanced career opportunities for union workers, 
with innovative educational trust funds
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Public recognition

Kaiser Permanente s industry-leading use of collaborative communities to improve 
organizational performance is featured in the .

The article highlights Kaiser Permanente s Labor Management Partnership as a 
model collaborative community that fosters this kind of innovation, agility and 
efficiency. Kaiser Permanente s unit-based teams employ all of the key elements of 
collaborative communities, including a shared purpose, contribution and a strong 
infrastructure. 

The article authors, Paul Adler, Charles Hecksher and Laurence Prusak, use the 
Kaiser Permanente Value Compass to illustrate their point about the importance of 
defining and building a shared purpose. The Value Compass features the 
patient/member at the center of the compass, with four surrounding points: best 
quality, best service, most affordable and best place to work.
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Unit-based team: A natural work group of frontline workers, physicians 
and managers who solve problems and enhance quality for tangible
results.  UBTs work together to:

LMP in action: Unit-based teams

Set goals

Review and evaluate performance

Identify and solve problems

Contribute to decisions on budget, staffing and scheduling

UBTs drive 
organizational 
performance
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RESULTS:

Compliance more than doubled in 10 
months, from 34.8% to 70.1%, for 
high-risk patients taking aspirin.

Dr. Nara Um, Woodlawn Medical Center

Woodlawn, MD, Internal Medicine team: Improving chronic care

UBT success: Patient education & outreach

WHAT THEY DID:

Developed exam room questions to 
determine diabetes patients
compliance with prescribed 
preventive drug regimen, including 
aspirin. 

identified patients with gaps and 
referred them to RNs for education.

Phone and letter outreach to diabetic 
patients to see if they are taking 
prescribed drugs. 
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Requested Items to Cover

Wellness and disease management in delivery of care

Programs for Kaiser Permanente employees

Capacity to serve new clients

Union partnerships

Rate setting
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Kaiser Permanente Rating Methodology
The KP methodology used for calculating renewal rates for mid and large groups is 
prospective experience rating.

The credibility applied to each group's claims experience is based on the average 
membership during the utilization period. 

Avg. Membership > 1,000  =  100% credible

Avg. Membership < 1,000  =   Blend of Manual Rate, Risk and Groups Claims

Montgomery County Government and Montgomery County Public Schools are both 
100% credible. 

Montgomery County College and WSSC use a combination of risk and claims. 

The pooling level, pooling charges and retention are also based on membership.  
The larger the enrollment, the lower the charge.  

The revenue requirement will vary by group based on the group's unique utilization 
and costs associated with rendered services and influenced by benefit design, 
offering conditions, demographics, and contract size. 



39 |     © 2011 Kaiser Foundation Health Plan, Inc. October 25, 2011



40 |     © 2011 Kaiser Foundation Health Plan, Inc. October 25, 2011

Highest Employer Satisfaction among 
Fully Insured Commercial Health Plans

J.D. Power and Associates
2011 Employer Health Insurance                                

Plan StudySM

Note: Kaiser Foundation Health Plan received the highest numerical score among fully insured commercial health plans in the proprietary 
J.D. Power and Associates 2011 Employer Health Insurance Plan StudySM. Study based on 7,024 employer responses measuring 6 plans. 
Proprietary study results are based on experiences and perceptions of employers surveyed in March April 2011. Your experiences may 
vary. Visit jdpower.com.

Kaiser Permanente Recognition:
Highest employer satisfaction
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Kaiser Permanente s stand out performance 
in national rankings of 
some 830 insurance plans raises an obvious 
question: What makes Kaiser so different?  In 
a word: collaboration

http://moneyland.time.com/2011/10/18/why-are-customers-
of-this-health-insurer-so-happy/

Are health insurance plans with big brand names 
better than smaller insurers that most people 
have never heard of?  Not usually, says Nancy 
Metcalf, senior program editor, at 

.  Unless that is, the plan s name is 
Kaiser.

http://moneyland.time.com/2011/10/17/health-insurance-
surprises-smaller-is-often-better-and-patients-prefer-hmos/

Kaiser Permanente Recognition:
Time Magazine online

http://moneyland.time.com/2011/10/18/why-are-customers-
of-this-health-insurer-so-happy/
http://moneyland.time.com/2011/10/17/health-insurance-
surprises-smaller-is-often-better-and-patients-prefer-hmos/
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Kaiser Permanente Recognition:
NCQA Rankings

1

81

2009

7350

250

100

2010

150

33

200

2011

KPMAS: NCQA Health Insurance Plan Ranking
Rank nationally among private (commercial) plans

NOTE: NCQA (National Commission for Quality Assurance) plan rankings based on Consumer Satisfaction, Prevention, and Treatment metrics. 

Surpassed 
48 other 

plans

KPMAS

CIGNA

Aetna

CareFirst

United
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All 48 metrics ranked 5th or better in each State

7 of 48 metrics not only local gold, but top 10 nationally

SOURCE: HEDIS 2011 Commercial EOC Top Performance; includes all non-PPO plans

48 items measured

Immunizations

Condition 
management

Screenings

And more

DC

MD
VA

48

18
29

0

13 12

0

6 8

Kaiser Permanente rank by State

3

4th 5th

2
5

Kaiser Permanente Recognition:
HEDIS Effectiveness of Care metrics
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Kaiser Permanente Recognition:
Maryland Healthcare Commission

00
11

44

8

14

United 
Healthcare

BlueChoiceCIGNAKaiser 
Permanente

AetnaOCIM.D. IPACoventry

Health Plan Quality Summary Count of measures MD State Average
HMO and HMO/POS Plans only: 22 total measures across 4 Performance Categories 
(Primary Care, Chronic Care, Behavioral Health Care, Member Satisfaction)


